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Commerce

First Contact Resolution 

Top Number - Total Incidents

Bottom Number - First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact .

Cells displayed show the number of incidents resolved on first contact during the reporting period.

Low Medium FCR Total

Commerce 88

43

1

0

89

43

Customer Company Total 88
43

1
0

89
43

Customer Company
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Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards . 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 

Customer Company
Low Medium MIR Total

Commerce 88

10

1

0

89

10

Customer Company Total 88
10

1
0

89
10
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Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards . 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Low Medium ATTIR Total

Commerce 88

0.32

1

0.86

89

0.32

Customer Company Total 88
0.32

1
0.86

89
0.32

Customer Company
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Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards . 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Customer Company
Low Medium MR Total

Commerce 88

1

1

0

89

1

Customer Company Total 88
1

1
0

89
1
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Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards . 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Low Medium ATTR Total

Commerce 88

0.82

1

1.18

89

0.82

Customer Company Total 88
0.82

1
1.18

89
0.82

Customer Company
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Detail

Application Error Novell GroupWiseINC000000288309 No  0.36TIR:TIR Missed:Tom Harper

LowCommerceMetro A Help Desk No  0.42TTR:TTR Missed:Cindy Schroeder Closed

PC/Laptop Error NoneINC000000289215 No  0.28TIR:TIR Missed:Marlin Barrow

LowCommerceMetro A Desktop Support No  1.16TTR:TTR Missed:Julie VanBeekum Closed

Print/Copy/Scan/Fax Queue NoneINC000000289369 No  0.00TIR:TIR Missed:Jody Woolf

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Application Error NoneINC000000289371 No  0.00TIR:TIR Missed:Michael Palumbo

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

PC/Laptop Hardware NoneINC000000289681 No  0.00TIR:TIR Missed:Jeanine Rudd

LowCommerceMetro A Desktop Support No  1.66TTR:TTR Missed:Julie VanBeekum Closed

PC/Laptop Hardware NoneINC000000289927 Yes  1.44TIR:TIR Missed:Linda Mitchell

LowCommerceMetro A Desktop Support No  1.44TTR:TTR Missed:Julie VanBeekum Closed

PC/Laptop Virus NoneINC000000290048 No  0.00TIR:TIR Missed:Ao Pauga

LowCommerceMetro A Desktop Support No  0.85TTR:TTR Missed:Mike Beynon Closed

PC/Laptop Performance NoneINC000000290117 No  0.00TIR:TIR Missed:Michael Pitts

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Network Error NoneINC000000290511 No  0.00TIR:TIR Missed:Darlene Congrove

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Network Error NoneINC000000291026 No  0.00TIR:TIR Missed:Rich Oborn

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Application Error NoneINC000000291044 No  0.00TIR:TIR Missed:Ross Hudson

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Network Error NoneINC000000291153 No  0.00TIR:TIR Missed:Kaylene Hyatt

LowCommerceMetro A Desktop Support No  0.25TTR:TTR Missed:Julie VanBeekum Closed

Telecom Dial Tone TelephoneINC000000291389 No  0.17TIR:TIR Missed:Stuart Engerman

LowCommerceVoice/Data/WAN Services No  0.24TTR:TTR Missed:Spencer Blodgett Closed

PC/Laptop Error NoneINC000000292134 No  0.00TIR:TIR Missed:Sally Canavan

LowCommerceMetro A Desktop Support No  0.68TTR:TTR Missed:Julie VanBeekum Closed

Network Performance NoneINC000000292849 No  0.00TIR:TIR Missed:Larry Gooch

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Application Error NoneINC000000292852 No  0.00TIR:TIR Missed:Allyson Robinson

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed
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PC/Laptop Hardware NoneINC000000292854 No  0.00TIR:TIR Missed:Carolyn Roll

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Network Performance NoneINC000000292929 No  0.00TIR:TIR Missed:Dennis Miller

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Network Password Novell Client for 32-bit WindowsINC000000293302 No  0.00TIR:TIR Missed:Lynn Hooper

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Liz Evans Closed

Network Password Novell Client for 32-bit WindowsINC000000293491 No  0.00TIR:TIR Missed:Jennifer Bolton

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Cindy Schroeder Closed

None None NoneINC000000293567 No  0.00TIR:TIR Missed:Robyn Barkdull

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Edward Fortner Closed

Print/Copy/Scan/Fax None NoneINC000000293957 No  0.32TIR:TIR Missed:Maxine McBurnett

LowCommerceMetro A Desktop Support No  1.90TTR:TTR Missed:Edward Fortner Closed

Telecom Area Code NoneINC000000293977 No  0.65TIR:TIR Missed:Steve Eklund

LowCommerceVoice Operations No  0.84TTR:TTR Missed:Julie Sabato Closed

Network Incident NoneINC000000294102 No  0.86TIR:TIR Missed:Tiffeni Wall

LowCommerceMetro A Desktop Support No  1.55TTR:TTR Missed:Edward Fortner Closed

Network None NoneINC000000294401 No  0.15TIR:TIR Missed:Lynn Hooper

LowCommerceMetro A Desktop Support No  0.52TTR:TTR Missed:Edward Fortner Closed

Network Error NoneINC000000294458 No  0.34TIR:TIR Missed:John Schijf

LowCommerceMetro A Desktop Support No  2.86TTR:TTR Missed:Edward Fortner Closed

None None NoneINC000000294690 No  0.00TIR:TIR Missed:Sheyann Poyer

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Liz Evans Closed

Application Reporting NoneINC000000294890 No  0.43TIR:TIR Missed:Chris Parker

LowCommerceMetro A Desktop Support No  2.09TTR:TTR Missed:Edward Fortner Closed

PC/Laptop Performance Novell Client for 32-bit WindowsINC000000295123 No  0.66TIR:TIR Missed:Lauree Larson

LowCommerceMetro A Desktop Support No  0.66TTR:TTR Missed:Edward Fortner Closed

PC/Laptop Error NoneINC000000295303 No  0.00TIR:TIR Missed:Scott Drummond

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Liz Evans Closed

PC/Laptop None NoneINC000000295388 No  0.95TIR:TIR Missed:Hsienming Liu

LowCommerceMetro A Desktop Support Yes  8.26TTR:TTR Missed:Edward Fortner Resolved

PC/Laptop Error Novell Client for 32-bit WindowsINC000000295426 No  0.00TIR:TIR Missed:Joyce McStotts

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Cindy Schroeder Closed

Print/Copy/Scan/Fax Incident NoneINC000000295680 Yes  1.50TIR:TIR Missed:David B Taylor

LowCommerceMetro A Desktop Support No  1.50TTR:TTR Missed:Edward Fortner Closed
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Application None Novell GroupWiseINC000000295779 No  0.00TIR:TIR Missed:Michael Pitts

LowCommerceMetro A Help Desk No  0.10TTR:TTR Missed:Liz Evans Closed

PC/Laptop Password NoneINC000000295804 No  0.00TIR:TIR Missed:Sally Canavan

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Liz Evans Closed

Print/Copy/Scan/Fax None NoneINC000000295918 No  0.66TIR:TIR Missed:Steve Cooley

LowCommerceMetro A Desktop Support No  0.66TTR:TTR Missed:Edward Fortner Closed

None None NoneINC000000296028 No  0.32TIR:TIR Missed:Connie Call

LowCommerceMetro A Desktop Support No  0.32TTR:TTR Missed:Edward Fortner Closed

Network Password Novell Client for 32-bit WindowsINC000000296204 No  0.00TIR:TIR Missed:Sally Canavan

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Liz Evans Closed

Application Error Novell GroupWiseINC000000296479 No  0.70TIR:TIR Missed:Kathy Berg

LowCommerceMetro A Desktop Support No  0.86TTR:TTR Missed:Edward Fortner Closed

None None NoneINC000000296609 No  0.00TIR:TIR Missed:Chris Parker

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Edward Fortner Closed

Print/Copy/Scan/Fax Incident NoneINC000000296804 No  0.17TIR:TIR Missed:Julie Price

LowCommerceMetro A Help Desk No  0.17TTR:TTR Missed:Cindy Schroeder Closed

Print/Copy/Scan/Fax None NoneINC000000297024 Yes  1.39TIR:TIR Missed:Danny Martinez

LowCommerceMetro A Desktop Support No  1.39TTR:TTR Missed:Edward Fortner Closed

Application Reporting NoneINC000000297093 No  0.63TIR:TIR Missed:Sheyann Poyer

LowCommerceMetro A Desktop Support No  0.63TTR:TTR Missed:Edward Fortner Closed

Application Error Novell GroupWiseINC000000297287 Yes  1.34TIR:TIR Missed:Michael Pitts

LowCommerceApplication Services No  1.63TTR:TTR Missed:Martin Gonzalez Resolved

PC/Laptop Virus NoneINC000000297475 No  0.14TIR:TIR Missed:Teresa L Swanson

LowCommerceMetro A Desktop Support No  1.68TTR:TTR Missed:Edward Fortner Resolved

PC/Laptop Error Microsoft Windows XP ProfessionalINC000000297744 No  0.00TIR:TIR Missed:Kenneth Barton

LowCommerceMetro A Desktop Support No  5.97TTR:TTR Missed:Edward Fortner Resolved

Application Error State Payroll Time Entry System / Employee Self-ServiceINC000000298014 No  0.00TIR:TIR Missed:Sally Canavan

LowCommerceMetro A Desktop Support No  0.73TTR:TTR Missed:Edward Fortner Resolved

Application Error Microsoft WordINC000000298077 No  0.00TIR:TIR Missed:Kathy Berg

LowCommerceMetro A Desktop Support No  0.72TTR:TTR Missed:Edward Fortner Resolved

PC/Laptop None Novell GroupWiseINC000000298718 No  0.21TIR:TIR Missed:Kent Nelson

LowCommerceMetro A Help Desk No  0.47TTR:TTR Missed:Liz Evans Resolved

Application Error NoneINC000000298838 No  0.00TIR:TIR Missed:Debra Troxel

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved
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Network Error NoneINC000000298848 No  0.00TIR:TIR Missed:Maria Martinez

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Application Reporting Controlled Substance DatabaseINC000000298925 Yes  3.51TIR:TIR Missed:Marvin Sims

LowCommerceCapitol Hosting No  3.87TTR:TTR Missed:Patrick Funk Resolved

Application None NoneINC000000298938 Yes  3.05TIR:TIR Missed:Marvin Sims

LowCommerceCapitol Hosting No  3.65TTR:TTR Missed:Patrick Funk Resolved

PC/Laptop Error NoneINC000000299015 No  0.00TIR:TIR Missed:Eric Orton

LowCommerceMetro A Desktop Support No  5.01TTR:TTR Missed:Edward Fortner Resolved

PC/Laptop Performance NoneINC000000299108 Yes  2.08TIR:TIR Missed:Tom Harper

LowCommerceMetro A Desktop Support No  2.08TTR:TTR Missed:Julie VanBeekum Resolved

Application Error ZENworks for DesktopsINC000000299419 No  0.00TIR:TIR Missed:William Powell

LowCommerceMetro C Help Desk No  0.00TTR:TTR Missed:Reed Stohel Resolved

Application Reporting Microsoft ExcelINC000000299471 No  0.00TIR:TIR Missed:Sheila Johnson

LowCommerceMetro A Desktop Support No  1.78TTR:TTR Missed:Julie VanBeekum Resolved

Network Error Novell Client for 32-bit WindowsINC000000299627 No  0.00TIR:TIR Missed:Leah Lindstrom

LowCommerceMetro A Desktop Support No  0.42TTR:TTR Missed:Julie VanBeekum Resolved

PC/Laptop Virus NoneINC000000299670 Yes  1.14TIR:TIR Missed:Sheyann Poyer

LowCommerceMetro A Desktop Support No  1.14TTR:TTR Missed:Julie VanBeekum Resolved

Network Error NoneINC000000299687 No  0.85TIR:TIR Missed:Carlos Alamilla

LowCommerceMetro A Desktop Support No  0.85TTR:TTR Missed:Julie VanBeekum Resolved

Telecom Voice Mail TelephoneINC000000299811 No  0.06TIR:TIR Missed:Katherine Klotovich-Wilson

LowCommerceVoice Operations No  0.11TTR:TTR Missed:Annette Nielsen Resolved

Print/Copy/Scan/Fax Toner/Fuser/Ink NoneINC000000299929 No  0.50TIR:TIR Missed:David B Taylor

LowCommerceMetro A Desktop Support No  0.50TTR:TTR Missed:Julie VanBeekum Resolved

Network Incident NoneINC000000300064 Yes  1.15TIR:TIR Missed:Marvin Sims

LowCommerceCapitol Hosting No  1.69TTR:TTR Missed:Matt Dunlap Resolved

Network None NoneINC000000300070 Yes  1.10TIR:TIR Missed:Marvin Sims

LowCommerceCapitol Hosting No  1.64TTR:TTR Missed:Matt Dunlap Resolved

None None NoneINC000000300271 No  0.00TIR:TIR Missed:Sally Canavan

LowCommerceMetro D Help Desk No  0.00TTR:TTR Missed:Doug Brown Resolved

Print/Copy/Scan/Fax Paper Jam NoneINC000000300467 No  0.86TIR:TIR Missed:Mary Price

MediumCommerceMetro A Desktop Support No  1.18TTR:TTR Missed:Julie VanBeekum Resolved

PC/Laptop Virus NoneINC000000300682 No  0.10TIR:TIR Missed:Clyde Ormond

LowCommerceMetro A Desktop Support No  0.10TTR:TTR Missed:Edward Fortner Resolved
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Application Password Utah Master DirectoryINC000000300740 No  0.09TIR:TIR Missed:Matani Manatau

LowCommerceHelp Desk No  0.17TTR:TTR Missed:Brenda Treadway Resolved

Network Password Novell Client for 32-bit WindowsINC000000301567 No  0.00TIR:TIR Missed:Julie Price

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Cindy Schroeder Resolved

Application Error Utah Master DirectoryINC000000301857 No  0.00TIR:TIR Missed:Renda Christensen

LowCommerceMetro A Desktop Support No  0.52TTR:TTR Missed:Julie VanBeekum Resolved

Print/Copy/Scan/Fax Incident NoneINC000000301872 No  0.00TIR:TIR Missed:Eric Orton

LowCommerceMetro A Help Desk No  0.06TTR:TTR Missed:Liz Evans Resolved

Network Incident NoneINC000000301978 No  0.00TIR:TIR Missed:Connie Call

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Cindy Schroeder Resolved

Network Incident NoneINC000000301979 No  0.00TIR:TIR Missed:Julie Price

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Liz Evans Resolved

Network Error NoneINC000000302024 No  0.00TIR:TIR Missed:Brandon Henrie

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Application None NoneINC000000302095 No  0.00TIR:TIR Missed:Louise McMillian

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Application Password NoneINC000000302311 No  0.00TIR:TIR Missed:Angela Shaw

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Network Error NoneINC000000302338 No  0.00TIR:TIR Missed:Matt Croft

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Application Error NoneINC000000302432 No  0.00TIR:TIR Missed:Jody Colvin

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

PC/Laptop Hardware NoneINC000000302831 No  0.00TIR:TIR Missed:David Thomson

LowCommerceMetro A Desktop Support No  4.35TTR:TTR Missed:Edward Fortner Resolved

Application Error Novell GroupWise 32-bit Windows ClientINC000000303052 No  0.00TIR:TIR Missed:Joyce McStotts

LowCommerceMetro A Help Desk No  0.31TTR:TTR Missed:Ed Conrad Resolved

Network Error NoneINC000000303593 No  0.00TIR:TIR Missed:Chris Parker

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Network Incident NoneINC000000303598 No  0.36TIR:TIR Missed:Danny Martinez

LowCommerceEnterprise Security No  0.75TTR:TTR Missed:Bart Grant Resolved

Network Password NoneINC000000303599 No  0.00TIR:TIR Missed:Elizabeth Blaylock

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

PC/Laptop Performance NoneINC000000303859 No  0.00TIR:TIR Missed:Elizabeth Blaylock

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved
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PC/Laptop Virus NoneINC000000304354 No  0.31TIR:TIR Missed:Sheyann Poyer

LowCommerceMetro A Desktop Support No  0.63TTR:TTR Missed:Julie VanBeekum Resolved

PC/Laptop Virus NoneINC000000304680 No  0.00TIR:TIR Missed:Craig Livingston

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Network Incident NoneINC000000304934 No  0.00TIR:TIR Missed:Louise McMillian

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Application Error Novell GroupWiseINC000000304998 No  0.00TIR:TIR Missed:Julie Price

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Cindy Schroeder Resolved

Network Error Novell ConsoleOneINC000000305231 No  0.00TIR:TIR Missed:Chrishel James

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Cindy Schroeder Resolved
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